
CUSTOMER SERVICE STANDARDS

FOR

THE NORTHERN IRELAND CIVIL SERVICE

IMPLEMENTATION

WITHIN THE

CENTRAL APPOINTMENTS UNIT

Introduction

The Central Appointments Unit (CAU) is part of the Corporate Services Division of the Office of the First Minister and Deputy First Minister (OFMDFM).

The services the CAU provides to customers outside the department and the Northern Ireland Civil Service as a whole are to:

· collate and publish the Public Appointments Annual Report;

· collate and publish ‘All Aboard’ – the public appointments news sheet;

· maintain a mailing list for receipt of ‘All Aboard’; and

· facilitate the issue of birthday and anniversary congratulatory messages from Her Majesty The Queen.

Persons who have dealings with the CAU are entitled to expect that the standards set out in the rest of this document will be met.  These are based on the Northern Ireland Civil Service Customer Service Principles.

If you are unhappy with any aspect of the performance of the CAU, you are invited to use the complaints procedure described below.  General inquires about customer service standards for the CAU should be addressed to:

Mr M Ferguson

Central Appointments Unit

OFMDFM

Room E4.15

Castle Buildings

Belfast BT4 3SR.

Standard 1 – Publishing Service Standards

The CAU is committed to providing a high standard of service at all times and seeks to attain the service standards set out in this document.  Copies are available on our website – www.ofmdfmni.gov.uk/public-appointments - or on request by telephoning 028 9052 8193 or by writing to –

The Central Appointments Unit

OFMDFM

Room E4.15

Castle Buildings

Belfast BT4 3SR.

We will review and evaluate on a regular basis our performance against these published standards and publish the results.

Standard 2 – Informing the Customer

The CAU publishes a number of documents for use by its customers.

Public Appointments Annual Report – this provides a breakdown of the number of applications received and the number of public appointments made by Government departments during the financial year.

All Aboard – is the public appointments news sheet and vacancy bulletin, which is published twice a year.

Make Your Mark: A Guide to Public Appointments in Northern Ireland – is a booklet designed to raise awareness of the public appointments process in Northern Ireland and how it operates.

Congratulatory Messages from Her Majesty The Queen – is a leaflet that explains the process for issuing congratulatory messages for wedding and birthday anniversaries.

For copies of these documents contact the CAU as follows:

Address:

The Central Appointments Unit

OFMDFM

Room E4.15

Castle Buildings

Belfast BT4 3SR.

E-mail

admin.cau@ofmdfmni.gov.uk
Telephone:

028 9052 8193

Facsimile:

028 9052 8125

Standard 3 – Service Accessibility

We aim to do all we can to make our services available to everyone, including people with special needs.  The CAU is currently located in Castle Buildings in the Stormont Estate, and our premises are accessible to visitors, including people with special needs.  Where appropriate alternative arrangements may be made.

CAU provides a comprehensive website, providing convenient access to all our publications, together with important news updates.  CAU is committed to ensuring the continued improvement of our online services.

Where information is published in a format that does not meet the needs of all, alternative arrangements for communicating the information will be considered where it is practical and appropriate to do so.

Standard 4 – Consulting with Customers

The CAU is committed to consulting with its customer base on a regular basis.  Feedback helps us to put things right if they have gone wrong and to improve the standard of our services.  We welcome comments and suggestions at any time.

In 2005, we surveyed the customers on our mailing list and asked for their views on the format, style, frequency and usefulness of our public appointments vacancy list.  The feedback we received as a result of this survey was used to improve the service we provide to customers.

In 2006, we surveyed customers who have received a congratulatory anniversary message from Her Majesty The Queen.  Information obtained for this exercise was used to review and improve our practices and procedures.

Standard 5 – Polite and Helpful Staff

The CAU is committed to treating its customers respectfully, courteously, considerately and fairly.  It is against this background that our staff are encouraged to act in a professional, polite and helpful manner when dealing with both internal and external customers.  These issues are covered in local induction processes.

Standard 6 – Seeing Callers

The nature of the work carried out in the CAU does not usually involve seeing callers in person except where meetings have been arranged in advance.  Where someone calls without an appointment, they will be met by whichever member of staff is available.

If the purpose of their visit cannot be immediately resolved their name, contact details and purpose of their visit will be recorded and a member of staff will get in touch within five working days.

Standard 7 – Answering Telephone Calls

You can expect our direct line telephone numbers to be answered (or transferred to voicemail) between 0900 and 1700, Monday to Friday.  Outside of these hours, you will be able to leave a recorded message.  All answer phone messages left after 1700 will be dealt with as soon as possible the following working day.

If we cannot deal with your enquiry we will do our best to provide you with a contact number for the organisation we consider most likely to be able to help you.

We aim to:

· answer our telephone calls as promptly as possible and within six rings;

· the person answering the call should state “Central Appointments Unit” and give their name;

· transfer your call internally if we consider someone else is more able to help.  We will give you the person’s name and extension number in case you get cut off and need to call back;

· tell you when the appropriate member of staff can be contacted if they are not available or leave them a message to contact you.

Standard 8 – Answering letters, faxes and e-mails

We aim to respond to letters, faxes and e-mails within 10 working days of receiving them.  We will include in our reply the name, e-mail address, direct line telephone number and fax number of the person replying and our full postal address.

We will reply to your letter, fax or e-mail clearly, concisely and courteously and in plain english, avoiding jargon, abbreviations and acronyms unless we are certain that you will understand them.

Where it is anticipated that a full reply is unlikely to be provided within 10 working days, a holding response acknowledging that the enquiry is being addressed should normally be issued within 3 to 4 working days.  Corporate letter headed paper will normally be used for all external correspondence.

For communications by e-mail, “out of office” messages will be used during periods of staff absence, clear alternative contacts details will be provided.

Standard 9 – Having a Complaints Procedure

The CAU takes all comments or complaints about the quality of our services seriously.  A complaint about the services we provide might include the following:

· the attitude or conduct of a member of staff;

· the quality of the service provided;

· maladministration, e.g. failing to follow the right procedures; and

· delays in receiving information or a response from us (there is a separate procedure for freedom of information requests – see page 10).

We have a three-stage complaints process and aim to provide a full and fair investigation of your complaint that respects your right to confidentiality.

The twin purposes of the complaints procedure are to ensure that any complaints are dealt with promptly and appropriately and also to enable CAU to remedy deficiencies and improve performance in the future.

Full details of our complaints procedure can be found on the OFMDFM website.  All relevant details should be provided; names, contact details, nature of complaint, particular events or incident, dates and names of staff members involved.

These procedures do not affect your right to ask the Ombudsman to investigate the matter for you if you are not satisfied with how we have handled your complaint.  However, the Ombudsman will generally expect you to have used our complaints procedure before he accepts your complaint.  You must send a written complaint to the Ombudsman through a Member of the Legislative Assembly (MLA).  You may contact the Ombudsman in a number of ways:

By post:
The Assembly Ombudsman



Freepost BEL 1478



Belfast BT1 6BR

In person:
Progressive House

33 Wellington Place

Belfast BT1 6HN

Freephone: 0800 343424

Fax: 028 9023 4912

E-mail: ombudsman@ni-ombudsman.org.uk

Access to Information

The Data Protection Act 1998 (DPA) enables you to access personal information that organisations may hold about you.  We do not presently charge for these ‘Subject Access Requests’ and will respond within 40 days of a valid request being received.

The Freedom of Information Act 2000 (FOIA) gives you a general right of access to all types of recorded information held by public authorities, including ourselves.  The Act has created two rights for you:

1) to know if information is held by the public authority; and

2) to have it supplied on written request, provided it is not deemed to be exempt information.

What we must do:

· tell you whether we hold the information requested and provide it or explain why it has not been provided quoting the relevant exemption(s) under the Act;

· reply to you within 20 working days; and

· charge the appropriate fee (if applicable).

Requests should state clearly what information is required and should be made in writing (letter, fax or e-mail) to:

Information Management Unit

OFMDFM

Room E4.15, Castle Buildings

Stormont Estate, Belfast BT4 3SR

Further information is available by contacting the Information Management Unit by telephone on (028) 9052 0694, by fax on

(028) 9052 0220 or by E-mail to foi@ofmdfmni.gov.uk 

PAGE  
5
Version 2

January 2009


